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Abstract: The objective of the study was to examine the influence of system 
quality, information quality and service quality on users’ satisfaction of accrual 
basic application system (SAIBA) at work unit in the regional  payment of KPPN 
Tebing Tinggi with human resource quality as moderating variable. The datas 
were analyzed by Structural Equation Modeling Partial Least Squares (SEM 
PLS). The result of this study showed that system quality, information quality, 
service quality and human resource quality had positive significant influence on 
the users’ satisfaction of SAIBA’s application. Human resource quality as 
moderated variable could moderate the relationship between system quality and 
information quality with the users’ satisfaction of SAIBA’s application, but it 
could not moderate the relationship between service quality with the users’ 
satisfaction of SAIBA’s application. 
Keywords: users’ satisfaction, system quality, information quality, service quality, 
human resource quality. 
I. INTRODUCTION 
1.1. Background  
The standard of accrual-based Government accounting in the Ministry offices dan 
other institutions has been started since 2015 by performing SAIBA. The publishment of the 
standardization in the accrual-based Government accounting wich was assigned by the 
president of Indonesia Republic. This condition made all the government institution offices to 
concern in applicating this regulation per Januari 1
st
 2015.  It has been listed in Govenrment 
Act no 71 at 2010, subject Government Accaounting Standards. 
SAIBA’s application was developed by the Directorate General of the Treasury of the 
Ministry ofFinance. The security level for the data was relatively better. SAIBA provides 
appropriate systems for each individual and specific institution. The system was adopted the 
business process so the system feature fits to the certain kind of business activity. The 
methode of the system can only be operated by authorized personel. It computerized system 
makes it easier to access data from the application.The vulnerable of this application needs 
restriction in accessing the data. (Maziyar et al, 2011). The operators of SAIBA are able to 
managing the data from other kind of application in processing the information and also the 
operators can input the transaction data manually.Therefore the accuracy and the reliablility 
is very high. The operator no need to enter the transaction data in a big quantity which is also  
risky. SAIBA makes the process of recording and reporting quickly and easily. This makes the 
information to be very useful in decision making process. 
The application of SAIBA has been emerging constraints since it was released to the 
public due to the application which is still not perfect and should be released to the public 
because of rules that require financial reports using accrual based system. SAIBA is the 
development of application system of power user Accounting Budget (SAKPA) used before 
the year 2015 by using a cash-based financial statement. SAIBA’s application is still in a 
development stage, so it often requires an update to install the application to update the 
previous existing features. Before the latest application can be updated, the process of data 
input is done manually because of the update application and there are several account codes 
that have been changed. If the reconciliation process is late then the application update also 
joined late. The process of reconciliation is also performed each month with KPPN and the 
Central Office. This is done to equalize data from KPPN and the Central Office with the 
existing data. 
The application of the use of SAIBA is mandatory for the whole ministries and 
institutions in Indonesia, is no exception with the work unit in ministries and institutions that 
are in the regional payment KPPN Tebing Tinggi. The implementation of an information 
system in the Organization are confronted to two things, does the organization get the success 
or failure of the implementation of the system. Therefore, the measurement of the success of 
information systems is crucial for the organization. 
Theusers’ satisfaction of the information system can be used as benchmarks of 
success of an information system. This users’ satisfaction then became part of the success of 
the model in the development of information system. Information system that fit the user's 
needs and expectations is a quality information system, quick in showing information, actual, 
it can be used as consideration in decision-making and the right of the desired needs. To meet 
the needs of a good information system needed a good design of the system, as well as a good 
programming and system capable of spoiling the user by providing and developing a wide 
range of facilities for access to information is provided. The key to success in satisfying the 
users’ of information systems lies in how the services quality provided by the service 
provider's information systems. Information system success model that is widely used is a 
model of DeLone and McLean (2003) mention that information quality, system quality and 
service quality will effect positive on user satisfaction. Research conducted by Iivari (2005) 
that test empirically DeLone and McLean model, the results proved that the success of 
information system is affected by the quality of the information system and the quality of the 
information generated from the system concerned. 
Constraints that often occur in SAIBA’s application are the delay in the manufacturing 
process as the submission of the financial report with SAIBA into KPPN. This is because the 
information and data is less accurate. It also often happens because of the input error data, as 
well as issues on human resources; in this case is the operator who is still lack of 
understanding and less controlled of SAIBA’s application due to the accounting background. 
Human resources as the application users are related directly to the implementation of the 
system. Therefore, the competence application users’ is a very important factor in the success 
of the implementation of information system. A system should be run by someone who has 
the integrity and big responsibility. The system can produce misleading information when it 
is run by someone who is incapable in a teamwork. 
1.2. Research Objectives 
The research objectives are as follows: 
1. To test the influence of the system quality towards the users’ satisfaction of SAIBA’s 
application at work unit in regional payment of KPPNTebing Tinggi. 
2. To test the influence of the information quality towards the users’ satisfaction of SAIBA’s 
application at work unit in regional payment of KPPN Tebing Tinggi. 
3. To test the influence of the service qualitytowards the users’ satisfaction of SAIBA’s 
application at work unit in regional payment of KPPN Tebing Tinggi. 
4. To test the influence of the human resources quality towards the users’ satisfaction of 
SAIBA’s application at work unit in regional payment of KPPN Tebing Tinggi. 
5. To test the human resources quality that can moderate the relationship between the 
system quality and the users’ satisfaction of SAIBA’s application at work unit in regional 
payment of KPPN Tebing Tinggi. 
6. To test the human resources quality that can moderate the relationship between the 
information quality and the users’ satisfaction of SAIBA’s application at work unit in 
regional payment of KPPN Tebing Tinggi. 
7. To test the human resources quality that can moderate the relationship between the 
service quality and the users’ satisfaction of SAIBA’s application at work unit in regional 
payment of KPPN Tebing Tinggi. 
 
1.3. The Contributions of the Research 
The contributions of the research results expected usefully are as follows: 
1. The researchers are expected to broaden insight and knowledge of the research in 
evaluating the success of an information system through the measurement of the users’ 
satisfaction. 
2. For KPPN Tebing Tinggi, the results of this research can provide the input in designing, 
implementing and evaluating information systems which are applied. 
3. The academics are expected to increase or enrich the results of research to become a 
reference for subsequent researchers. 
 
II. LITERATURE REVIEW AND HYPOTHESIS  
2.1. The Cornerstone of The Theory 
2.1.1. The Accounting System in Work Unit 
The regulation of the Minister of Finance number 262 year of 2014 states that the 
accounting system institutions is a series of a manual or computerised procedures, ranging 
from data collection, and logging, as well as summerize up the report of financial position 
and financial operations carried out in ministries/ institutions. 
The module accounting system of the Central Government declared that the 
accounting system institutions have two subsystems, namely the accrual basic application 
system (SAIBA) and management information systems and financial accounting state-owned 
goods (SIMAK-BMN). 
The regulation of the Minister of Finance number 177 year of 2015 asserts that the 
source documents of the recording government financial transactions are recorded and noted 
only at the level of the accounting Unit power user budget (UAKPA) using computer 
applications i.e. SAIBA’s application. The recording of financial transactions of the 
Government produces financial statements. 
2.1.2. Information System Success Model 
DeLone and McLean suggested theories about the information system success, known 
as the  information system success model of McLeon and Delone that include: 
1. The system quality that are used to measure the quality of its information technology 
system. 
2. The information quality that is used to measure the quality of the output of information 
systems. 
3. The use that is the use of the outputs of system by the recipient/user. 
4. The user satisfaction that is the response of the user against the use of output information 
system. 
5. The individual impact that is the effect of the information against the behavior of the 
user. 
6. The organizational impact that is the influence of information on performance of the 
organization. 
In 2003, DeLone and McLean developed and improved the information system 
success model which was published in 1992. Some of the changes on the model of the 
information system success by DeLone and McLean were: 
1. The service qualityas a service provided by the developers of information system. 
2. The intention to use as an alternative to the use of the (use). 
3. The individual impact and organizational impact into one as net benefit. 
2.1.3. The User’ Satisfaction 
Kotler (2003) defined the satisfaction as feeling happy or upset of someone who 
experienced after comparing between the perception of performance or outcome of a product 
with the expectation. DeLone and McLone (2003), stating that user satisfaction is a response 
from the recipient (user) against the use of the output of the information system. 
2.1.4. The System Quality 
The system quality is the performance of the system, which refers to how well the 
capabilities of the hardware, software, policies and procedures of information system can 
provide information for user needs, (DeLone and McLean, 2003). According to Jogiyanto 
(2007), the system quality is used to measure the quality of its information technology 
systems themselves. 
2.1.5. The Information Quality. 
The goal of the information system is to generate the information. Information is data 
that is processed into a form that is useful to the wearer, both concerning the management 
and routine decisions nor the nature of the strategy. Information quality measures the quality 
of output from system information (Jogiyanto, 2007). The information quality in the study 
was defined as the quality of financial reports generated by the information system which are 
used. 
2.1.6. The Service Quality 
The service quality is the perception of the user application to the service provided by 
the provider of the accounting application program package. The measurement of the service 
quality is designed to measure the user’ satisfaction of the application. Watson, et al (1998) is 
the first researcher who implemented the service quality in a research information system. 
2.1.7. The Human Resources Quality 
The human resources are the ones that exist in organizations that contribute their 
thoughts and do various jobs in achieving the objectives of the organization. The donation in 
question is the thinking that they do in a variety of activities within the Organization 
(Sukirno, 2013). 
 
This conceptual framework on research that will be used can be described as follows: 
 
Picture 2.1 Conceptual Framework 
 
2.2. The Hypothesis 
Based on the research background, theory and the framework concept, then the 
hypothesis of this research are: 
1. The system quality affects the users’ satisfaction of SAIBA’s application at work unit in 
regional payment of KPPN Tebing Tinggi. 
2. The information quality affects the users’ satisfaction of SAIBA’s application at work unit 
in regional payment of KPPN Tebing Tinggi. 
3. The service quality affects the users’ satisfaction of SAIBA’s application at work unit in 
regional payment of KPPN Tebing Tinggi  
4. The human resource quality affects the users’ satisfaction of SAIBA’s application at work 
unit in regional payment of KPPN Tebing Tinggi. 
5. The human resource quality can moderate the relationship between the system quality and 
the users’ satisfaction of SAIBA’s application at work unit in regional payment of KPPN 
Tebing Tinggi. 
6. The human resource quality can moderate the relationship between the information 
quality and the users’ satisfaction of SAIBA’s application at work unit in regional payment 
of KPPN Tebing Tinggi. 
7. The human resource quality can moderate the relationship between the service quality and 
the users’ satisfaction of SAIBA’s application at work unit in regional payment of KPPN 
Tebing Tinggi. 
 
III. METHODOLOGY 
3.1. Types of Research 
The type of this research includesthe survey research i.e. the research conducted in 
large or small population that found the relative events and relationships between sociological 
or psychological variables ( Kerlinger in Daulay, 2010). The types of associative research are 
causal, i.e.to identify the causal relationships between various variables (Erlina, 2011). 
3.2. The Sample and Population Research 
The population in this research is SAIBA’s application operators at work unit in 
regional payment of KPPN Tebing Tinggi, where each of the units will be given a 
questionnaire that will be filled by the operators. This study uses census method so that the 
researcher uses all the elements of the population into research data. Primary data on this 
research is derived from the results of a questionnaire filled in by the operator in regional 
payment of KPPN Tebing Tinggi. 
 
3.3. The Measurement Methods and Operational Definitions of Variables 
The operational definition and measurement of the scale are briefly described in table 
3.1. as follows: 
Table 3.1. The Operational Definition and Measurement Research Variables 
Variables Definition Measurement Scale 
User Satisfaction 
(Y) 
The response of the 
application user (operator) 
and SAIBA application 
against the output 
generated by SAIBA 
application. 
Indicators of assessment: 
1. Completeness 
2. Accuracy 
3. Performance 
4. Ease  
5. Precision  
Interval 
 
 
System Quality 
(X1) 
SAIBA Application quality is 
used and seen from the user's 
perception of the application 
(the operator). 
 
Indicators of assessment: 
1. Flexibility 
2. Security 
3. Easily corrected 
4. Easy to understand 
5. Easy to use 
Interval 
 
Information Quality 
(X2) 
The infromation quality 
(output) that is generated by 
SAIBA application is used 
and seen from the user's 
perception of the application 
(the operator). 
Indicators of assessment: 
1. Accurate 
2. Can be trusted 
3. On time 
4. Relevant 
5. Easy to understand 
6. Detail 
Interval 
 
Service Quality 
(X3) 
The service quality provided 
by a vendor that is service 
employees quality of KPPN 
is seen from the user's 
perception of the application 
(the operator).  
 
Indicators of assessment: 
1. Response 
2. Reliability 
3. Technical competence 
Interval 
 
Variabel Moderating 
Human Resource Quality 
(Z) 
The capabilities of the 
operators in carrying out 
their jobs in the financial 
managements.  
Indicators of assessment: 
1. Educational 
background 
2. Experience 
3. Training 
4. Understanding of 
accounting 
5. Professionalism  
Interval 
 
 
3.4. Methods of Data Analysis 
The data analysis used in this research is the Partial Least Square approach (PLS). 
PLS is a model equation Structural Equation Modeling (SEM) based components or variants. 
PLS is an alternative approach that shifts from the SEM kovarian-based approach be based 
Variant (Ghozali and Latan, 2015). 
3.4.1. The Measurement Model (Outer Model) 
Evaluation of the measurement model (outer model) is the evaluation of the 
correlation between constructs with charge indicators will done with test validity and 
reliability of indicators composing the latent variables by means of Confirmatory Factor 
Analysis (CFA) . 
 
3.4.2. The Structural Model (Inner Model) 
Testing inner model or structural model do to look at the relationship between latent 
variables, or invalid constructs which are seen from the R-square value of the research. 
Hypothesis testing uses significant levelis 5% and the confidence level is 95%. That one 
hypothesis is accepted then the t-statistics should > 1.96. 
IV. RESULTS 
4.1. The Measurement Model (Outer Model) 
The Measurement Model is used to test the validity of invalid constructions and 
reliabilties of the instruments (Abdillah and Jogiyanto, 2015). Testing the validity of invalid 
constructions uses two methods i.e. convergent validity and discriminant validity while the 
reliability test invalid constructions is usedto composite reliability (Abdillah and Jogiyanto, 
2015). 
4.1.1. Convergent Validity 
An indicator is said to be valid if the value of average variance extracted (AVE)above 
0.50 towards the intended invalid constructions. The value of results of PLS Algorithm 
AEVprogram SmartPLS can be seen in the following table: 
Table 4.1 Value of AVE 
Variable AVE Description 
System Quality (X1) 0,669 Valid 
Informatuon Quality (X2) 0,653 Valid 
Service Quality (X3) 0,723 Valid 
HR Quality (Z) 0,795 Valid 
User Satisfaction (Y) 0,607 Valid 
HR Quality * System Quality 0,585 Valid 
HR Quality* Information Quality 0,626 Valid 
HR Quality* Service Quality 0,617 Valid 
 
4.1.2. Discriminant Validity 
If the value of the root AVE any invalid constructs is greater than the value of the 
correlation between invalid constructs with other invalid constructs in the model, then is said 
to have a value of discriminant validity (Fornnel and Larcker, 1981 in Ghozali and Latan, 
2015). The value of the root from the results of PLS Algorithm AVE program SmartPLS can 
be seen in the following table: 
Table 4.2 Value of Root AVE 
Variable 
User 
Satisfaction 
(Y) 
Information 
Quality(X2) 
Service 
Quality 
(X3) 
HR  
Quality 
(Z) 
HR Quality* 
Information 
Quality 
HR Quality* 
Service 
Quality 
HR Quality* 
System 
Quality 
System 
Quality 
(X1) 
User 
Satusfaction(Y) 
0,779               
Information 
Quality(X2) 
0,498 0,808             
Service 
Quality(X3) 
0,511 0,314 0,851           
HR Quality(Z) 0,441 0,223 0,214 0,892         
HR Quality* 
Information 
Quality 
0,329 -0,179 0,201 0,050 0,791       
HR Quality* 
Service Quality 
0,418 0,255 0,147 0,278 0,366 0,785     
HR Quality* 
System Quality 
0,390 0,016 0,353 -0,036 0,480 0,189 0,765   
System 
Quality(X1) 
0,537 0,369 0,223 0,218 0,005 0,370 0,100 0,818 
4.1.3. Composite Reliability 
Ghozali and Latan (2015) stated a latent variable has high reliability when the value of 
the composite reliability above 0.60. The value of the composite reliability as the results of 
PLS Algorithm program SmartPLS can be seen in the following table: 
Table 4.3 Value of Composite Reliability 
Variables Composite Reliability Description 
System Quality(X1) 0,924 Reliable 
Information Quality(X2) 0,918 Reliable 
Service Quality(X3) 0,913 Reliable 
HR Quality (Z) 0,951 Reliable 
User Satisfaction (Y) 0,938 Reliable 
HR Quality * System Quality 0,977 Reliable 
HR Quality * Information Quality 0,980 Reliable 
HR Quality * Service Quality 0,970 Reliable 
 
4.2. Structural Model (Inner Models) 
4.2.1. R-square 
The higher the value R ², means the better the model predictions of the model of the 
research proposed. Strong model indicated by the value of 0.67, a moderate model indicated 
by the value of 0.33 and a weak model shown with the value 0.19 (Chin, 1998 in Ghozali and 
Latan, 2015). The value of R ² is used to describe the influence of latent variables 
(independent) against the latent variable (dependent) or how big its influence. The R-square 
value of result PLS Algorithm program SmartPLS can be seen in the following table: 
Table 4.4 Value of R-Square 
Variabes R-Square 
User Satisfaction without Moderating Effect 0,567 
User Satisfaction with Moderating Effect 0,678 
 
4.3. Hypothesis Testing 
Hypothesis testing uses significant level is 5% and confidence level is 95%. That one 
hypothesis is accepted then the t-statistics should > 1.96. Table 4.5 shows the results of path 
coefficients and t-statistics. 
Table 4.5. Value of PathCoefficients danT Statistics 
 
Original 
Sample 
(O) 
Sample 
Mean 
(M) 
Standard 
Deviation 
(STDEV) 
T Statistics 
(|O/STDEV|) 
P 
Values 
Description 
K_Sistem -> KP 0.305 0.305 0.074 4.122 0.000 Hypothesis accepted 
K_Layanan -> KP 0.175 0.182 0.077 2.285 0.023 Hypothesis accepted 
K_Informasi -> KP 0.313 0.307 0.089 3.525 0.000 Hypothesis accepted 
K_SDM*KS -> KP 0.245 0.233 0.123 1.994 0.047 Hypothesis accepted 
K_SDM -> KP 0.261 0.258 0.091 2.877 0.004 Hypothesis accepted 
K_SDM*KI -> KP 0.319 0.332 0.152 2.100 0.036 Hypothesis accepted 
K_SDM*KL -> KP 0.003 0.014 0.108 0.024 0.981 Hypothesis rejected 
 
 
 
 
 
V. CONCLUSIONS AND SUGGESTIONS 
5.1. Conclusions 
Based on the results of the research and the discussion, it can be summed up as 
follows: 
1. The system quality has a positive significant effect towards the users’ satisfaction of 
SAIBA’s application at work unit in regional payment of KPPN Tebing Tinggi. 
2. The information quality has a positive significant effect towards the users’ satisfaction of 
SAIBA’s application at work unit in regional payment of KPPN Tebing Tinggi. 
3. The services quality has a positive significant effect towards the users’ satisfaction of 
SAIBA’s application at work unit in regional payment of KPPN Tebing Tinggi. 
4. The human resource qualityhas a positive significant effect towards the users’ satisfaction 
of SAIBA’s application at work unit in regional payment of KPPN Tebing Tinggi. 
5. The human resource quality can moderate the relationship between the system quality and 
the users’ satisfaction of SAIBA application at work unit in regional payment of KPPN 
Tebing Tinggi. 
6. The human resource quality can moderate the relationship between information quality 
and the user’ satisfaction of SAIBA’s application at work unit in regional payment of 
KPPN Tebing Tinggi. 
7. The human resource quality cannot moderate the relationship between the service quality 
and the users’ satisfaction of SAIBA’s application at work unit in regional payment of 
KPPN Tebing Tinggi. 
5.2.  The Limitations of The Research 
The Limitations in this research are as follows: 
1. This research using questionnaires, there were weaknesses found as answers , for example 
answering random. 
2. The respondents used in this study only the operators of the the accrual basic application 
system (SAIBA) at work unit in regional payment of KPPN Tebing Tinggi, thus causing 
the conclusions of this study cannot be generalized. 
3. This study used a model developed in foreign information system success model of 
Delone and Mclean and possibly less in accordance with the conditions in Indonesia. 
5.3. Advices 
Based on the limitations of the research presented, then some advice from  the 
researchers are as follows: 
1. Next researchers are expected to applying the methods of survey through questionnaire 
form deployment are also conducting interviews to get additional information. 
2. Next researchers could include other variables that can accommodate the difference of 
conditions in foreign countries with conditions in Indonesia into the research because of 
this research model using model information system success Delone and Mclean who 
developed abroad. 
3. To include the theories and frameworks other than the information system success model 
DeLone and McLean model of analysis to produce the more comprehensive SAIBA 
successes, such as the model of Unified Theory of Acceptance and Use of Technology 
(UTAUT). 
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